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71 % solution rate



Saving time & money



Saving our time & money



Saving our time & money
Saving customers' time & money



Language is a great input



How to captivate your client?

Clients want a solution, 
not just advice

Find the right situations
Moments when you can help 

(forgotten PIN, blocked card)

Be personal
Clients are not looking for 
generic info

Be active

Don't be afraid of small stuff
Clients are happy when we 
show them affection 
(birthdays, anniversaries…)



Humans are wired for 
language

Language is intuitive, 
universal, and requires 
no training—humans 
have used it for 
millennia to 
communicate.

No need for training
Every app, system, or 
device has a different 
UI—but language 
remains the same 
across all of them.

Future proof Complex commands
e.g., "Send the latest 
sales report to the 
team, but only include 
last quarter’s data.”

Language commands 
are timeless—while 
technology changes, 
our way of expressing 
intent stays the same.
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Language is a tricky output



Wall of text 
problem



Short-term memory problem
Espresso $2.99  
Latte $4.99  
Vanilla Latte $5.99  
Cappuccino$3.99  
Mocha $5.99  
Americano $2.99  
Flat White $4.99  
Hot Chocolate $4.99  
Black Coffee     $2.99  
Tea             $1.99  



Omnichannel interactions

1 2 3 4 5

Loan request Loan details 
& approval Confirmation

First 
payment 
reminder

Low balance

Phone – virtual 
assistant App push E-mail In-app virtual 

assistant
App + in-app 

virtual asssistant



Inefficiency compared to visuals
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Do not say things, do them!
Instead of treating AI as a conversational partner, we should see it as a 

control interface for the digital world.



Hey Siri, turn on the lights!



Direct execution

Graphical elements

Language answers



Why then…





http://www.youtube.com/watch?v=eWWzj4-MxXg


How to captivate your client

Clients want to get a solution, not 
just advice

Find the right situations
Moments when you can help 
- forgotten PIN, blocked card

Be personal
Clients are not looking 
for generic info

Be active

Don’t be afraid of small stuff
Clients are happy when we show 
affection (birthdays, 
anniversaries…)



● Where are you with the conversational design (IVR, complex NLU, RAG, 
agents…)?

● What is your primary goal?
● What do your customers say?
● What are your biggest challenges?

Discussion



Teamwork!



● Let’s team up
● You don’t need your 

computers
● You will be drawing a 

conversational design using 
pens and paper

● Each team will have a 
different assignment - 
different channel

Assignment

Your client, a large multiplex 
cinema chain, needs you to 
design a conversational UI 
experience for their clients. This 
interface should allow their clients 
to buy a ticket for one of the 
screenings.

The client has three channels with 
voice input - mobile app, smart tv 
app and telephone voice bot. 

Choose up to 3 critical interactions and design them  
tailored to each channel's constraints and advantages.

➔ Map the ticket purchase journey from initial contact to 
confirmation. Identify potential friction points unique to 
each channel (mobile app, smart TV app, and 
telephone).

➔ Identify 3-5 key decisions users must make (e.g., 
movie selection, showtime, seat selection) and 
prioritize them based on importance.

➔ Design how your conversational UI could transition 
between voice and visual elements for each channel. 
Specify when and how to leverage visual components 
(like seat maps or movie posters) to complement voice 
interactions. Consider when switching the channel is 
the best cause of action.

➔ What data can the bot use to improve the experience? 
What information should be stored? How would 
personalized recommendations be presented 
differently across channels?
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1W

Design and develop a 
product based on the 
benefit hypothesis

Design

Release

Get a functional product to 
the customer ASAP

Validate
Measure the interaction, 
find new insights, validate 
hypotheses 

A

B

C

Design

Release

Validate

Conversation Design Cycle


